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Introduction
This is the fourteenth annual report on complaints against the County Council. This
report also provides information for decisions issued by the LGSCO (Local
Government and Social Care Ombudsman) in 2018, as well as compliments
recorded by the Council.
The Council’s definition of a complaint is:
“A complaint is an expression of dissatisfaction, however made, about the
standards of service, actions or lack of action by the County Council or its
staff, affecting an individual customer or group of customers”
The Council has three procedures for dealing with complaints about services; the
Adults’ Social Care statutory procedure; the Children’s Social Care statutory
procedure; and the Corporate Complaints procedure. For ease of comparison, the
terms stage 1, 2, and 3 are used throughout this report to refer to the equivalent
stages in the different procedures. Full details of the procedures can be found on
the Council’s website, but put simply; the Council’s aim is to resolve complaints for
our customers as quickly and simply as possible. For this reason the initial stage is
dealt with by the Manager responsible for the service, with an emphasis on trying
to reach a resolution. If that resolution is not reached, the customer has the right
to escalate matters to the next stage, where the complaint is looked into by a more
senior person who has not been involved previously.
The Compliments and Complaints Team, which is part of the Customer Experience
Service, is the central team supporting customers and staff to ensure that making a
complaint is as easy as possible for all concerned. The team consists of:
David Tominey, Complaints and Representations Manager; and three Customer
Relations Officers, Helen Thompson, Kerry Rickman and Duncan Macdonald.
The team can be contacted by emailing feedback@westsussex.gov.uk or calling 033
022 28222
Within the Customer Experience space we have a number of corporate measures
which will help us focus on improving the service we provide our customers:
•
•
•
•

Level of Satisfaction with the services received by our residents
Residents finding it easy to access information service and support they need
Freedom of information requests responded to within time
The County Council response to recommendations from customer complaints.

Insight from complaints plays a key role in how we deliver the right outcome to our
customers and in continually improving our service delivery. To achieve this there
has been much activity within the way we collate and learn from our customer
complaints. The Customer Experience team improved the way we report to senior
managers with the development of the Compliments and Complaints Dashboard
which informed improved reporting and learning from complaints, locally and across
the Council.
To support the delivery of the Compliments and Complaints Dashboard a new
governance structure called the Working Together Focus Group was established in
the summer of 2018, and has continued to meet to consider operational learning
4
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and service improvement identified in the analysis of complaints received across
the Council.
The Working Together Focus Group is attended by Senior Responsible Officer
assigned to deliver improvements into their service, and meets on a quarterly basis
to review complaints by directorate with the sole aim to develop a corporate view of
identifying systemic learning opportunities as well as trends in complaints activity.
More details of the Working Together Focus Group can be found in section 3 of the
report.
In this way, as well as putting things right for the individual service user, the
Council learns from complaints in order to improve services for the future. The
learning and service improvement opportunities from complaints can be much
greater when aggregated across the whole service over a period of time, but it is
also the case that useful organisational learning can be drawn from individual
complaints. Examples of learning from complaints are given in this report.
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1 The overall picture
Complaints recorded against the County Council from 1 January to 31
December 2018.
The table below shows the reasons recorded for complaints during 2018 in
comparison with 2017.
Complaint Nature
Charging/Financial Assessment
Charging/Financial Assessment
Conduct of Staff
Behaviour
Competence
Failure Demand
Damage/Nuisance/Loss
Damage/Nuisance/Loss
Data Protection/FOI
Breach of Confidentiality
Inaccurate data on file
Operational Processes
Assessment
Eligibility
Safeguarding investigation
Service Request Refused
Other
Frequency
Level/quality of contact with child
Quality of Service
Communication with service - Avoidable Contact
Delays
Delivery
Discrimination
External service Quality Alert
Communication with service - Failure Demand
Use of recycling site
Use of recycling site
Waste Management policies and procedures
Waste Management policies and procedures
Grand Total

2017

2018

60

58

54
12
1

70
26
2

6

12

10
2

23
0

21
3
2
1
5
0
0

14
8
1
0
15
2
2

52
30
321
2
13

30
39
383
7
1
13

71

68

9
675

38
812

Explanatory notes:
1.

Figures in bold are the headline figures for a complaint category. Where a
breakdown is available, the figures are shown immediately below.

2.

The categories of ‘avoidable contact’ and ‘failure demand’ have both been
used in the past to describe complaints arising from situations which were
avoidable if the Council was easier to contact, or where contact had been
promised but that promise was not kept. These two categories have now
been combined to avoid confusion.
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The table below summarises the complaints and compliments recorded by
directorate or service unit in 2018; the numbers for LGSCO reflect the number of
decisions received in the reporting period.

Stage
One

Complaints by Directorate
Communities and Public Protection
Communities
18
Fire Service
7
Public Protection
1
Economy, Infrastructure and Environment
Energy, Waste & Environment
108
Highways and Transport
191
Economy, Planning and Place
7
Children's, Adults', Families, Health &
Education
Adults' Services
193
Children and Family Services
208
Social Care Commissioning
2
Education and Skills
34
Chief Exec's Department
Law and Assurance
20
Finance, Performance & Procurement
15
HR and Organisational Change
7
Chief Exec's Department
1
Grand Total Complaints
812

Stage
One
Upheld

%
Upheld

Stage One %
within 10
days or
notified
extension

Stage
Two

LGSCO

Compliments

8
2
1

44%
29%
100%

100%
68%
0%

4

0
0
0

4271
46
110

60
50
3

56%
26%
43%

100%
86%
60%

2
16

0
15
2

165
120
3

50
56
0
8

26%
27%
0%
24%

81%
75%
100%
81%

19
22
0
5

26
16
0
4

258
126
1
67

15
8
4

75%
53%
57%
0%
33%

100%
73%
92%
100%
70%

1
0
1
1
71

9
1
4
0
77

5
36
1
2
5211

265

Explanatory notes:
1.

The Adults’ social care appeals process offers customers direct recourse to
Local Government & Social Care Ombudsman (LGSCO) review, as does the
process for applying for a Blue Badge (reported within Highways and
Transport). The LGSCO figures reported in relation to these processes do not
reflect a failure to resolve issues locally through complaints processes, but
represents the numbers of appeals that has been referred for review.

2.

Legal claims for compensation are not recorded as complaints and are
handled as insurance matters by the Litigation, Insurance and Risk team.
However, figures for successful claims for damage caused by potholes are
given within this report for information.

Legal claims for compensation for damages are not recorded as complaints and are
handled as insurance matters by the Litigation, Insurance and Risk team. However,
figures for successful claims for damage caused by potholes are given within this
report for information.
At the time of writing the annual report, the Council had received 1,186 claims
arising from incidents in 2018, of which 740 have been closed or settled, including
payments to 81 claimants totalling £30,678.94. Of the 446 claims still open, offers
have been made to 34 claimants totalling £11,777,49
Figures for 2017 at the time were 494 claims, out of which 478 had been closed or
settled, including payments to 110 claimants totalling £47,351.24
NB These payments may also include the Council’s costs.
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2 Analysis of overall figures
The number of complaints recorded at the first stage increased from 659 in 2017 to
812 in 2018. This represents an increase of 23%, but the graph below shows that
this was a return to the levels recorded in 2016, where 769 complaints were
recorded.
The number of formal complaints dealt with by the County Council is a fraction of
one percent in proportion to the total transactions with service users and the public.
If taken as a percentage of calls to the Customer Service Centre it would be 0.2%,
however there are many more customer contacts through other channels.
This comment in no way infers that the Council simply accepts the level of
complaints we have received. We want to avoid any customer needing to complain,
but also regard every complaint as an opportunity to learn and to implement
changes that will avoid future complaints being made, improving our customers’
experience and in turn our customers’ satisfaction levels with the Council.

While there was an increase in the number of complaints upheld at stage one (from
219 in 2017 to 265 in 2018) this actually represents a total of 33% of complaints
being upheld, which is the same figure recorded in 2017; approximately 1 in 3
complaints recorded. This includes complaints that were ‘partially upheld’.

If a complainant is not satisfied with the response at the initial stage, they have the
opportunity to escalate their complaint for consideration at a more senior level.
There are different names for this stage under the different procedures, but this
report describes them all as stage 2 for ease of comparison.
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The number of complaints considered at stage two of the Council’s complaints
processes remained consistent, with 71 recorded, compared with 78 in 2017. The
number of complaints considered at stage two represents 9% of the total number
of complaints received at stage one in 2018, compared with 12% of the total in
2017.
The drop in complaints being escalated through the complaints procedure may be
attributed to improved responses at the early stages. As well as providing
complaints training to social care managers, the Complaints and Representations
Manager has revised and improved guidance for responding managers; this
guidance is provided by the Customer Relations Team to all responding managers
when complaints are allocated for response.

Once a customer has exhausted the Council’s complaints and appeals procedures,
they have the option to ask the Local Government and Social Care Ombudsman
(LGSCO) to consider their complaint. This report focusses on the number of LGSCO
decisions reached in the reporting period, as it is from these decisions that
meaningful data and learning can be analysed.
The number of decisions reached by LGSCO rose to 77 decisions recorded in 2018
from 56 decisions recorded in 2017.
A detailed breakdown of the decisions and outcomes issued by the LGSCO in 2018
can be found in section 5 of this report.
It is not possible to predict accurately how many complaints will be escalated to the
LGSCO, as all complainants have the right to request their complaint is reviewed by
the LGSCO.
Local resolution is key to improving the customer experience, and escalations to
LGSCO will remain a focus for continual monitoring and review, as we try to resolve
complaints for customers as quickly and simply as possible.
2.1 Trends
The number of stage one complaints has increased, with the main areas of increase
being Children and Family Services and Highways and Transport. No obvious reason
for these increases has been found, but there is further discussion in the sections
relating to those services. It is pleasing to note that the number of compliments
recorded has also increased impressively, by 28% from 4065 in 2017 to 5211 in
9
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2018. Not included in this figure are the 2493 compliments the Library Service
received for the Summer Reading Challenge.
Following a two-year decrease in the percentage of complaints responses issued
within timescales or within an extended timescale, there has been a slight
improvement in 2018, with 70% of complaints being responded to within the
expected timescale.
The Complaints and Representations Manager sought to address the timeliness of
complaints responses, and from May 2018, a reporting tool with a RAG (red,
amber, green) warning system for managing open complaints has been cascaded to
directors and senior managers within the Council on a weekly basis.
The introduction of the RAG reports in May 2018 has had a notable impact on the
timeliness of complaints responses. Comparing the figures at the time of the
introduction of the RAG reports with the latest available figures shows an
improvement in performance following the introduction of this management tool.
The Complaints and Representations Manager compared the figures from quarters 3
& 4 in 2017, prior to the introduction of the RAG reports, with the figures from
quarters 3 & 4 in 2018 .
•

There has been a sizeable decrease (28%) in responses exceeding a 10 day
deadline without agreement/notification with the customer, dropping from
17.5% to 12.5% of the total recorded.

•

There has also been a sizeable decrease (25%) responses being sent outside
of 10 days with agreement/notification with the customer, which has dropped
from 16% to 12% of the total recorded.

The Complaints and Representations Manager will continue to build on the initial
success of the RAG reports throughout 2019, and will continue to monitor the
improvement of timeliness of complaints responses.
The monitoring of timescales is an ongoing priority for the Working Together Focus
Group which is described in section 3 of this report.
Complaints training was delivered for both Adults Social Care Managers and
Children’s Social Care Managers in 2018, and is scheduled to be repeated in 2019
to continue to embed the importance of complaints, and the management of them
to responding managers. This training facility is to be rolled out to corporate
directorates within the Council in 2019, to ensure that as many managers as
possible benefit from bespoke training on the complaints procedure that relates to
their specific service. During 2019 the Council’s Customer Service training,
developed in consultation with customers, will also be offered to team swith high
levels of customer service complaints.
2.2 Financial remedies
The complaints process is not designed to facilitate compensation payments. The
Council will sometimes offer goodwill gestures, or ex-gratia payments in recognition
of identified fault, but this is in itself quite rare. The LGSCO has published guidance
on remedies for complaints scenarios, and this guidance is used when payments are
considered as a result of a complaint being upheld.
10
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Unlike the compensation for damages referred to in section one, financial remedy
payments are not ‘compensation’ but they are a method recommended by the
LGSCO for resolving complaints where the Council has been at fault and is unable
to resolve the situation in another way. The volume of complaints considered by the
Council covers a range of issues raised by customers, which means that it will
always be hard to predict what overall levels of financial remedy are likely to be
offered by the Council.
The amount recorded as paid to complainants as a financial remedy increased from
£2,050 paid in 2017 to £12,471,92 in 2018. All of the financial payments resulted
from LGSCO findings, and recommended remedies.
An additional cost of £7,457.70 was absorbed by the Customer Relations Service,
resulting from commissioning costs for investigating two complaints escalated
through the Children’s statutory complaints process. In these cases, the Council is
obliged to commission an investigating officer and an independent person to
oversee the investigation of the complaint. This obligation is a statutory
requirement, and applies to all local authorities investigating complaints through
the statutory procedures. Costs for these commissioned services are set by the
Council and are in line with general rates paid by neighbouring local authorities.
The £12,471,92 figure arose from 7 complaints.
Following an investigation from the LGSCO, Adults’ Social Care agreed that a delay
in processing direct payments led to the complainant incurring a debt to a care
agency totalling £2,193,34. The LGSCO instructed the Council to pay this debt, and
to pay the complainant £250 in recognition of the time and trouble in pursuing the
complaint.
The LGSCO found that the Council had mismanaged a request for the Council to
support an application for Extra Care Housing for someone who was currently
resident in Slough. While it was accepted that the Council was entitled to reject the
application, it was agreed that the Council had failed to provide appropriate advice,
which resulted in a period of uncertainty for the complainant. The LGSCO
instructed the Council to make a payment of £150 each to the complainant and to
the subject of the request for care.
The LGSCO found fault in the way the Council managed the transfer from a
statement of special educational needs to an Education, Health and Care Plan
(EHCP). The LGSCO found that the Council missed the statutory timescales
associated with the transfer, and instructed the Council to pay £350 in recognition
of distress that the delay had caused the complainant.
The LGSCO found fault in the Council’s organisation of agreed contact sessions
between February and June 2015. The Council had already accepted the errors,
and had offered the complainant £300 to cover travel expenses. The LGSCO
accepted this was a reasonable remedy, and instructed the Council to make the
payment to the complainant.
A joint investigation carried out by the Parliamentary and Health Service
Ombudsman (PHSO) found fault that the Council had advised parents that a Mental
Health Act assessment was a possibility, but did not inform them before the
assessment actually took place. The PHSO instructed the Council to pay £100 in
11

Annual report: Compliments and Complaints 2018

recognition of the distress this caused the family. The PHSO found that the Council
had also failed to ensure the child received suitable educational provision over a
period of 3 months, and instructed the Council to pay the family £1500 to be
managed by the family for educational purposes. The PHSO also found fault in the
time taken to complete the complaints process, and instructed the Council to pay
£100 to the family in recognition of the distress this caused the complainant.
The LGSCO found that the Council was at fault in the way it considered care
arrangements and failed to assess the complainant as a family and friends foster
carer, meaning the complainant missed out on the chance to receive a fostering
allowance as a result. The LGSCO instructed the Council to pay a sum equivalent to
the fostering allowance it would have paid from the beginning of the placement.
The Council calculated this to be £6,778,58 and made the payment in line with the
LGSCO remedy. The LGSCO also instructed the Council to pay £100 to the
complainant in recognition of the time and trouble taken to pursue the complaint.
The LGSCO instructed the Council to pay £500 to a young person for time and
trouble when pursuing their complaint that the Leaving Care Service ended leaving
care services unexpectedly.
2.3 Compliments
When a customer is so satisfied with the service they have received that they make
a special mention of it, the Council records this as a compliment.
The number of recorded compliments rose by 28% from 4065 in 2017 to 5211 in
2018, well exceeding the number of recorded complaints for the ninth year in a row
with the Library Service once more the chief contributor.
Not included in this figure are the 2493 compliments the Library Service received
for the Summer Reading Challenge (a slight decrease from 2660 in 2017) in which
over 10,000 children take part.

3 Complaints delivering insight to action
Within the Customer Experience space we have a number of corporate measures
which help us focus on improving the service we provide our customers:
•
•
•
•

Level of Satisfaction with the services received by our residents;
Residents finding it easy to access information service and support they need;
Freedom of information requests responded to within time;
The Council response to recommendations from customer complaints.

A governance structure called the Working Together Focus Group was established in
2018, chaired by the Customer Relations Manager and attended by senior
responsible officers (SRO) from each service.
The Working Together Focus Group is now establishing its roles and responsibilities,
and is becoming an embedded feature in the Council’s commitment to continual
improvement. The group meets on a quarterly basis to review identified learning
from complaints by directorate, with the sole aim of developing a corporate view of
presenting issues and trends arising from complaints.
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One of the first priorities for this group was to address the fall in the percentage of
complaints responses sent out within timescale, which were highlighted in previous
annual reports.
The introduction of weekly progress reports (RAG reports) commenced in May
2018. Initial signs indicate that the weekly reports have had a positive impact on
the timeliness of the Council’s management of complaints. The analysis of the data
in section 2.1 of this report shows that performance has improved across the
Council since the introduction of the RAG reports. The frequency of these reports
has helped to further embed a culture of reporting ‘upwards’ to senior managers to
encourage ownership and accountability of matters arising, which in turn helps the
Council to better serve our customers.
Following the conclusion of a complaints investigation, learning audit forms are
completed and signed off by senior managers for all complaints that are found to be
upheld, either in full or in part. The Working Together Focus Group is working to
embed a process such next steps and actions are agreed, with the appropriate
person assigned to deliver improvements into their service, the focus on avoiding
the complaint being repeated.
Insight from complaints plays a key role in how we deliver the right outcome to our
customers and assists the Council to continually improve our service delivery. To
further empower managers to keep up to date with service performance, the
Customer Relations Team have taken steps to improve the availability of
performance statistics through formal reporting, and by continually developing and
updating ‘real time’ management tools.
The Customer Relations Team and the Customer Experience Analyst produced a
Compliments and Complaints Dashboard in 2018, which allows the user to examine
performance, in terms of numbers, timescales and outcomes, from Council-wide
down to individual teams and from a number of years down to individual months.
Although of particular interest to managers, this is open to all staff, and the team
are working to support managers to make full use of this data to drive
improvement and reduce complaints.
Every Quarter, the Customer Relations Team produce a quarterly complaints
snapshot for the three services with the highest volume of complaints - Children
and Family Services; Adults’ Social Care; and Highways and Transport.
In May 2018, the Customer Relations Team embarked on an initiative to ensure all
customers who have complained are offered the opportunity to feedback on their
experience of complaining (separately from the outcome they achieved).
This insight is audited quarterly by the Complaints and Representations Manager
and the Customer Relations Manager to ensure that key themes and messages are
recorded, and shared with colleagues in the Working Together Focus Group. The
initiative has revealed difficulties encountered by customers who have found the
need to make a complaint against the Council. However, it has also yielded useful
insight into elements of the Council’s processes that work well. This feedback
provides valuable insight to the Customer Relations Team directly from those
customers who have experience of accessing the complaints processes we manage
and promote.

13

Annual report: Compliments and Complaints 2018

The introduction of this survey, and the frequent review of the results has enabled
the Customer Relations Team to improve elements of the customer journey within
our control, and to identify areas of the business where improvements can be
made. For example, a number of customers said that they had not been told how to
escalate their complaint if they remain dissatisfied. An analysis of these comments
showed that for 50% of those customers who had completed the survey, the
complaints response had not contained this information, even though it was
included in the recommended templates. The Customer Relations Team enhanced
the message to responding managers about using the templates, and this has
delivered an immediate improvement.
A priority for the Customer Relations Team in 2019 is to successfully benchmark
our performance with our statistical neighbours to ensure we can be confident
about what ‘good’ looks like to ensure we are in a position where we can measure
our performance against other local authorities.
The Complaints and Representations Manager has also worked with the Waste
Management Service and their major contractor, Viridor, which manages the
Household Waste Recycling Sites, to ensure that all complaints are dealt with
according to the Council’s corporate complaints procedure and recorded on the
Couyncil’s database in full. As part of the agreement accompanying the change in
pensions management provider from Capita to Hampshire County Council, the
same will be true of complaints about pensions management from March 2019
onwards; and work with the streetlighting provider SSE is ongoing to ensure that
the small number of complaints they receive are dealt with in the same way.
The Customer Relations Team will continue to gather this intelligence and present it
to the Working Together Focus Group, to ensure that the Council maintains its
commitment to learning from all feedback and improving the service we provide to
the customers we are so proud to serve.

4 Major Service commentaries
4.1 Adults’ Services

Adults'
Services

Stage
One

Stage
One
Upheld

%
Upheld

Stage One %
within 10 days
or notified
extension

Stage
Two

LGSCO

Compliments

2018

193

50

26%

81%

19

26

258

2017

184

50

27%

78%

25

16

263

Adult’s Services is the service within the Council with the highest budget spend and
is also the primary service for customer demand into the Customer Service Centre.
It follows that it is also one of the services with the highest number of complaints.
Once again Adults’ services received more compliments than complaints with a
slight decrease in compliments received in this reporting period, from 263 in 2017
to 258 in 2018;
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The number of complaints recorded against Adults’ services increased only very
slightly in comparison to the number recorded in 2017. 1

The percentage of complaints that have been upheld has decreased very slightly
from 27% in 2017 to 26% in 2018. In terms of numbers this means that the
number of complaints upheld has remained exactly the same at 50.

It is worth noting that only 10% of complainants have felt compelled to escalate
their complaint for further review through the complaints procedure; this figure
represents a notable decrease in the percentage of escalations (17%) recorded in
2017.
The Council’s corporate target for complaints responses is ten working days, with a
maximum target of twenty working days unless an extension is agreed or the
complainant is notified that the timescale needs to be extended. The percentage of
complaints responded to within agreed timescale in 2018 represents a slight
increase in the performance reported in 2017;
1

2017 figure shown here includes complaints arising from an Adult Social Care service but previously allocated to ‘outsourced support services’
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The timeliness of responding to formal complaints about Adults’ social care services
will continue to be monitored by the Working Together Focus Group to continue to
deliver improvements within this measure.
The importance of analysing complaints and drawing meaningful conclusions from
them has long been a priority for the Council. Where complaints are upheld in full,
or in part, the Council seeks to review the outcomes, and identify any potential for
organisational learning and service improvement.
Changes to policy and/or service delivery that have taken place or been
recommended as a result of learning from Adults’ complaints in 2018 include:
•

The Council now has a dedicated Making Safeguarding Personal (MSP) sub-team
working on safeguarding concerns related to providers, which the team manager
has direct oversight of, ensuring that MSP is at the core of safeguarding;

•

Following a failure to follow choice of accommodation regulations under the Care
Act, a reminder was issued to team managers of choice of accommodation rules
at team managers’ meeting;

•

Staff were reminded of the importance of ensuring information taken from
historical records is checked at each assessment, and not relied upon without
checking;

•

Following an error in completing and checking a direct debit mandate at a
customer’s home, resulting in the production of erroneous invoices, a review of
processes was undertaken to ensure that lessons were learned as a result of the
complaint;

•

Welfare Benefits Advisor processes were reviewed following a complaint that
incorrect information had been sent out, and that clients had not been made
aware of what documents were required to progress cases.

4.2 Children and Family Services
Children and
Family

Stage
One

Stage
One
Upheld

%
Upheld

2018
2017

208
166

56
45

27%
27%

Stage One %
within 10 days
or notified
extension
75%
72%

Stage
Two

LGSCO

Compliments

22
18

16
7

126
31

Historically, Children and Family Services is one of the areas where the number of
complaints is significantly higher than the number of compliments. The nature of
16
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the work undertaken by these services in relation to ensuring the welfare of
children and young people is often perceived to be intrusive by the families the
Council works with. It is to be expected that the work Children’s social care staff
especially are obliged by statute to pursue creates an imbalance in the amount of
complaints and compliments received in comparison to other areas of within the
Council.
However, following on from the Complaints and Representations Manager’s training
of Children’s Social Care managers, and a push to remind staff to report all
compliments received, there has been a four-fold improvement in the number of
compliments recorded by Children and Family services in 2018, up to 126 from 31
in 2017.
The increase in recorded compliments marks a change in the mind-set of managers
within Children and Family services, who had expressed a general feeling that they
did not feel compliments received were anything to make a fuss over. Through
training, the Complaints and Representations Manager made clear the importance
of reporting all compliments, and the marked increase in reported numbers can be
attributed to this instruction.

The number of complaints recorded against Children and Family services has
significantly increased from 166 in 2017 to 208 in 2018. This is an increase of
25%. 2
The increase in complaints traffic is clear, but it should be noted that capturing and
reporting customer dissatisfaction is something that the Council has actively
encouraged throughout 2018. The proactive approach in promoting the complaints
service to staff and young people alike appears to have impacted the number of
formal complaints recorded in 2018. The Complaints and Representations Manager
has spent time training staff to recognise and report formal complaints, and the
Council has periodically contacted all children when they become looked after by
the Council to alert them to the complaints process, and their rights relating to it.
To understand the headline figure of 208 complaints recorded against Children and
Family services, it is necessary to drill down into the data, to add appropriate
context.
The number of upheld complaints increased, but the percentage remained the same
as reported in 2017, which was 27% of all complaints upheld, or partially upheld.
2

Figures shown here include the results for the Integrated Prevention Early Help service (IPEH) which was quoted separately in the 2017 report
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The figure of 27% is lower than Council average of complaints being upheld, which
stands at 33%.
The percentage of complaints escalated through the complaints procedure dropped
from 12.5% in 2017 to 10.5% in 2018. This is one of the measures we will be
comparing in our benchmarking against other councils as we seek to establish what
‘good’ looks like in terms of complaints performance.
The Council ethos is to resolve complaints quickly and locally, to ensure the
customer receives a full and considered response at the first stage of the
complaints process. The reduction in escalated complaints may be an indication
that responses at stage one of the procedure have improved and have, in the
majority, answered complainants effectively.

The Council’s corporate target for complaints responses is ten working days, with a
maximum target of twenty working days unless an extension is agreed or the
complainant is notified that the timescale needs to be extended. The statutory
complaints procedure for Children’s social care has the same targets.
The percentage of Children and Family services’ complaints responded to within
agreed timescale shows a slight improvement despite the increase in complaints
traffic. In 2018 Children and Family services responded to 75% of stage one
complaints within 10-working days (or with agreed/notified extension). This
compares to 72% in 2017. This measure of compliance is one that the Complaints
and Representations Manager will continue to monitor and analyse with the
Working Together Focus Group throughout 2019.

The percentage of complaints that were upheld (27%) is the same as the
percentage reported in 2017.
18
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Most complaints about Children ad Family Services are made by adults, usually
parents, either on behalf of children or regarding their own interactions with the
service. The records show that 15 young people were supported by advocates at all
stages of the complaints procedure from representations up to the Local
Government and Social Care Ombudsman. More details of how young people have
been supported by the West Sussex Advocacy Service can be found in the separate
‘Independent Visitor and Advocacy’ report.
Changes to policy and/or service delivery that have taken place or been
recommended as a result of learning from complaints includes:
•

Staff were reminded to explicitly record where customers have requested
anonymity when contacting the Council on social care matters;

•

A model of assessment of new cases was introduced prior to allocation to ensure
that cases do not pose practice challenges beyond worker experience level;

•

All managers were reminded of the importance of distinguishing between
allegation and fact in written work. Managers were also instructed to ensure
guidance and support is provided to practitioners through training and
development;

•

Following an identified gap in administrative processes, staff were reminded of
the importance of making contact with customers at the start of assessment
processes, and the importance of checking contact details align with those held
by partner agencies.

•

When children are placed in foster care, this is seen as a long-term placement.
Team managers were reminded to ensure personal education plans (PEP) are up
to date to ensure an appropriate educational setting is in place; Independent
Reviewing Officers (IRO) were instructed to follow this up in reviews as good
practice.

4.3 Highways and Transport
Highways and
Transport

Stage
One

Stage
One
Upheld

%
Upheld

Stage One %
within 10 days
or notified
extension

Stage
Two

LGSCO

Compliments

2018

191

50

26%

86%

16

15

120

2017

130

38

29%

86%

17

7

101
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The number of compliments received by Highways and Transport increased for the
first time in two years, with 120 compliments recorded in 2018, compared with 101
in 2017. This represents an increase of 19%.

In 2018, there was a 47% increase in recorded stage one complaints, an extra 61,
relating to Highways and Transport.
In 2018 the Council’s management of the consultation stage of the Velo cycling
event generated an additional 16 complaints, which amounts to 22% of the
increase in complaints recorded in 2018. Analysis of the monthly number of
complaints shows that there was a spike in complaints in the early summer, with 65
complaints being received in May-July 2018, compared to 34 in the same period in
2017. Of these 65, by far the largest single reason for complaints was roadworks ,
with 12 complaints. A number of these derived from the construction of a new cycle
path between Felpham and Littlehampton, which caused delays to traffic and was
also extended when the contruction took longer than initially expected. The next
highest was grass/vegetation/tree growth with 9 complaints. 5 complaints in this
period were about refusal of permission for a vehicle crossover (to enable off road
parking) and 4 were related to flooding.

In 2018 Highways and Transport responded to 86% of complaints within 10working days (or with an agreed extension), which was the same percentage
reported in 2017. The number of complaints received has increased, but the
response times have not suffered, and the number of complaints upheld has
decreased.
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There was a decrease in the percentage of complaints that were found to be
upheld, dropping from 29% in 2017 to 26% in 2018, which is well below the
Council average of upheld complaints, which stands at 33%.

Changes to policy and/or service delivery that have taken place or been
recommended as a result of a complaint includes:
•
•
•

All short-notice cancellations for Blue Badge appointments will now be
communicated by telephone in addition to written correspondence;
The administration of Blue Badges has been transferred from Capita to the
Council’s own Customer Service Centre to improve the function and to ensure
appropriate management scrutiny is applied;
A full review of the processing of Blue Badge applications was carried out, and
advisors within the Customer Service Centre received training, which included
issues arising from a complaint about delayed process.

4.4 Communities and Public Protection

%
Upheld

Stage One %
within 10
days or
notified
extension

Stage
Two

LGSCO

Compliments

Communities and
Public Protection

Stage
One

Stage
One
Upheld

2018

26

11

42%

88%

4

0

4427

2017

34

13

38%

88%

2

2

3504

Communities
The number of complaints received relating to services provided by Communities
decreased by 23% from 25 in 2017 to 18 in 2018. There was an increase in the
percentage of complaints that were upheld when compared to the previous year,
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with 89% upheld in 2018, compared with 64% in 2017, but this was actually a
decrease in the number upheld, which dropped from 13 to 11.

The Communities directorate houses a broad range of services including Libraries,
the Syrian vulnerable person resettlement scheme, Wellbeing, the West Sussex
Spacehive platform which brings together sources of funds and people with bright
ideas, as well as the Registration Service, and Customer Experience across the
county.
Compliments received in relation to Library services dwarfs the other services in the
directorate (and indeed the Council) with the service receiving a huge number of
compliments throughout the year. With Libraries contributing a large proportion of
collected data, Communities saw an increase of 26% on the compliments recorded
in 2017 from 3390 in 2017 to 4271 in 2018.

Complaints recorded against services within Communities decreased from 25 in
2017 to 18 in 2018, representing a drop of 28%;
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Communities as a whole responded to 83% of complaints within 10 working days,
when compared to 94% in 2017.

Changes to policy and/or service delivery that have taken place or been
recommended as a result of a complaint include:
•

A review of Council’s procedure on handling unreasonably persistent
complainants was recommended as it was considered that the document reads
as a bespoke document for unreasonable complainants, which it is not intended
to be.

Public Protection
Within Public Protection, both Trading Standards and the Fire Service are services
where the number of compliments received outweighs the number of complaints
received.
Only 1 complaint was formally logged against Trading Standards in 2018 (3 were
logged in 2017) but 110 compliments were recorded in the same period, which
represents a slight increase with the 96 recorded in 2017.
The Fire Service statistics remain steady when compared with 2017.
In 2018, 7 complaints and 46 compliments were logged for the Fire Service
compared to 6 complaints and 40 compliments in 2017.
4.5 Education and Skills
Education and
Skills

Stage
One

Stage
One
Upheld

%
Upheld

2018
2017

34
38

8
8

24%
21%

Stage One %
within 10 days
or notified
extension
81%
79%

Stage
Two

LGSCO

Compliments

5
6

4
6

67
58

Services within Education and Skills accounted for 34 formal complaints, and 67
compliments. Of those complaints, 24% were upheld.
The number of complaints is consistent with the reported figures in 2017. There
has been a 15% increase in compliments received within the service.
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Education and Skills have continued to improve on the timeliness of responses, with
81% of complaints being responded to within 10 working days, or with an agreed
extension.
Changes to policy and/or service delivery that have taken place or been
recommended as a result of a complaint include:
•
•
•

A change to the Meals on Wheels (MOW)leaflet was advised, as the leaflet
included the Council logo, but the role of the Council in this service was not
clear;
All staff were required to complete the training sessions relating to protecting
personal information, and guidance was developed and shared with SENAT staff;
Following delays in assessments of special educational needs, a briefing note to
staff was circulated setting out the statutory timescales that Council staff are
obliged to adhere to.

4.6 Waste Management Services
Waste
Management

Stage
One

Stage
One
Upheld

%
Upheld

2018
2017

106
80

60
38

57%
47%

Stage One %
within 10 days
or notified
extension
No data
No data

Stage
Two

LGSCO

Compliments

0
0

0
0

165
41

The figures here are made up of a combination of the Council’s in-house Waste
Management team and the figures from Viridor. Viridor is a major contractor for
WSCC, managing our eleven Household Waste Recycling Sites and two mobile
recycling sites. The high percentage of upheld complaints derives from the fact that
two-thirds of complaints against Viridor are upheld. The Complaints and
Representations Manager is working with Viridor to understand why this is the case.
Although there has been an increase in the number of received cand upheld
complaints, it is pleasing to see that over the same period the number of
compliments recorded has increased by 300%.
Stage one complaints for Viridor are dealt with by the contractor; customers who
are dissatisfied with the response from Viridor do still have the option to ask the
Council, and ultimately the LGSCO, to consider their complaint.
The Customer Experience team works closely with our third party service providers
and has issued guidance on what information is required and how to manage and
escalate customer compliments and complaints, as well as attending regular
meetings to ensure we can hold our third parties to account within the way they
manage our customer contact and their complaints.
This insight from these complaints feeds into the Working Together Group as it
would with any other Council service. There has been a sizable shift in 2018 in the
way we collect complaints data from Viridor in particular, and in the Council’s role
in facilitating the process to ensure absolute compliance with the Council’s expected
standards of complaints investigation and customer service.
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5 Local Government and Social Care Ombudsman
A total of 58 Ombudsman enquiries were formally logged in 2018, compared to 48
recorded in 2017.
The number of decisions issued by the LGSCO in 2018 (77) increased by 37% when
compared with the number issued in 2017 (56).
In addition, two complaints were recorded as ‘withdrawn’ by the LGO
Of the 77 decisions issued in 2018:
•
•
•
•
•
•
•

20 were closed with no further action;
19 were not upheld with no maladministration;
17 were closed after initial enquiries as ‘out of jurisdiction’;
6 were returned to the council as ‘premature’;
13 were upheld with maladministration and injustice identified;
1 was upheld with maladministration (no injustice) identified;
1 was upheld with maladministration and injustice identified with an issued
report.

In fourteen of the fifteen cases where fault was identified, the LGSCO and the
Council agreed a suitable remedy, usually an apology or a review of decision. Any
financial remedies resulting from an LGSCO investigation are set out in the synopsis
in section 2.2.
25

Annual report: Compliments and Complaints 2018

In the fifteenth case, the LGSCO published a report of an investigation into a
complaint against the Council in December 2018. The LGSCO took this unusual step
because the Council decided on this occasion not to accept the LGSCO’s
recommendations. Although the Council usually does accept the LGSCO
recommendations in full, on this occasion we decided that we could not agree with
the basis of the LGSCO’s findings.
An anonymised list of cases considered by the LGSCO is available from the
Complaints & Representations Manager David.Tominey@westsussex.gov.uk and all
anonymised decision reports are held on file and accessible on request.

6 Equalities Monitoring
The process for monitoring complaints by age, sex, race, disability, religion or
belief, and gender reassignment has historically produced insufficient data to form
any realistic judgement as to the effectiveness of the procedure for individual
groups.
From May 2018 all complainants were surveyed regarding their customer
experience of the complaints process. That survey also requests equality data but it
is not clear at present whether this will improve the data already gathered.

Other made up of:
Pakistani
Chinese
Other Asian
Black Caribbean
Black African
Other Black ethnicity
Other Ethnic Group
White + Black African
White + Asian
Any other mixed ethnicity
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